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Information can be made available in other languages, or other formats
such as Braille or Audio Tape, on request.   Please ask a member of our
staff for more information, or if you need any other help or advice.
(They can arrange to speak to you in your own language if you need
them to.)  

L’information peut être rendue disponible dans d’autres langues, ou en
d’autres formats tels que braille ou bande magnétique audio, sur
demande. Veuillez demander à un membre de notre personnel pour
plus d’information, ou si vous avez besoin de tout autre aide ou conseil.
(ils peuvent organiser de vous parler en votre propre langue si vous
avez besoin qu’ils le fassent.) 

Bilgiler istenildi_inde di_er dillerde de temin edilebilir ayrıca görme
özürlülerin kullanabilece_i kabartma alfabesiyle veya Teyp kaseti
_eklinde de hazırlanabilir. Daha fazla bilgi için veya herhangi bir konuda
yardım ve tavsiye ye ihtiyacınız varsa lütfen görevli personelden
birisiyle konu_unuz. (E_er ihtiyacınız varsa personelimiz sizinle kendi
dilinizde konu_abilmek için bir tercüman  ayarlayabilir).

Railway Housing Association 
Bank Top House, Garbutt Square, Neasham Road, 
Darlington  DL1 4DR
Tel: 01325 482125  Fax: 01325 384641  
Web: www.railwayha.co.uk

Registered Social Landlord: A1855  Registered Charity: 216825
MEMBER OF THE HOUSING OMBUDSMAN SERVICE
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COMPLAINTS
The Association is committed to providing
a quality service, which meets the needs of
our customers. However, sometimes things
go wrong and when this happens we need
to know about it to help us to improve our
service. We are committed to dealing with
all complaints fairly and reasonably and aim
to resolve complaints effectively and as
quickly as possible. 

The Association will ensure that our
complaints procedure is accessible to all
groups. Complaints will be monitored to
ensure that minority groups are not being
unfairly treated.

ASSET MANAGEMENT
The Association will be sensitive to the
needs of all communities. We will work in
liaison with local authorities to ensure that
new developments promote balanced and
sustainable communities and that the
location and design of homes will not affect
aversely or discriminate against, directly or
indirectly, the needs of any particular
community or group.

The Association’s Disabled Adaptations
policy aims to provide an individualised
solution to the problems of a person
experiencing a disabling environment by
providing adaptations that are delivered

sensitively, fit for the purpose identified by
the disabled person and within a specified
time scale.

TRAINING
All employees, Board members and
members of the Residents’ Scrutiny Panel
and Focus Groups will receive training to
ensure that they understand and
implement all aspects of this policy. The
training will ensure that they have an
appropriate knowledge of equality and
diversity that relates to their roles and
responsibilities and helps them to
recognise the diverse needs of people and
deliver high quality customer service.
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RECRUITMENT AND EMPLOYMENT
The Association’s commitment to equal
access for all is clearly stated in our
Recruitment and Selection policy. We aim to
have a workforce where each employee
feels respected and able to give their best.

A staff profile in respect of age, gender,
ethnicity and disability is in place and will
be used as a means of identifying under
represented groups within the Association
and devise strategies to overcome these
gaps.

The Association has adopted a range of
flexible working and leave policies to assist
staff in balancing the needs of work and
home commitments. 

The Association will value and respect the
identities and cultures of all employees and
where practical will endeavour to meet the
needs of those employees who may have
particular cultural and/or religious needs. 

The Association is committed to providing a
workplace that is free from harassment,
victimisation and discrimination by
ensuring that all staff are fully aware of
their rights, responsibilities and
expectations with regard to their conduct
and the principles of this policy. We aim to
develop a workplace where harassment is
known to be unacceptable and individuals
can feel confident enough to bring

complaints without fearing prejudice.

The Association will ensure that
employees are not subject to less
favourable treatment due to their sexual
orientation. Employees in same sex
relationships will be treated equally and
offered the same family friendly policies as
heterosexual couples.

ACCESS TO SERVICES
The Association will ensure that in the
provision of its services, no individual or
group is disadvantaged in terms of
selection for housing, quality of housing or
the subsequent service they receive. The
specific needs of minority groups will be
taken into account in a manner that
promotes equality and inclusiveness.

The Association will ensure that the
lettings and other housing policies and
procedures will not discriminate directly
or indirectly in relation to the nine
protected characteristics . All tenancies
will be let in an open and accountable way
that prevents discrimination and gives
equal access to all groups of applicants.
We will maintain effective monitoring and
review systems to prevent discrimination.

RESIDENT INVOLVEMENT
Through its Resident Involvement Policy
and Strategy the Association aims to offer a
range of consultation and involvement
techniques to ensure that all residents have
the opportunity to participate. We currently
consult and involve residents through home
visits, newsletters, satisfaction surveys,
residents meetings, questionnaires, focus
groups, Scrutiny Panel, Resident Forum and
Board membership.

Feedback from residents is used to improve
and shape services. The information will be
analysed to help ensure that services are
being provided in appropriate ways and to
the equal satisfaction of minority groups.

The effectiveness of each method used to
consult and involve residents will be
measured by impact assessments. The
results of these will be reported to the
Board and publicised to residents.

HARASSMENT, HATE CRIME AND
DOMESTIC VIOLENCE
The Association’s Harassment, Hate Crime
and Domestic Violence policies clearly state
that we will not tolerate harassment, hate
crime or domestic violence. 

The Association will take swift action
against the perpetrators of harassment,

hate crime and domestic violence; work
with local authorities and other agencies
to ensure support, advice and information
is provided for victims; and do what we can
to ensure that harassment and hate crime
does not take place in our communities
and that residents feel comfortable
reporting any incidents to us.

PROCUREMENT OF SERVICES
In the procurement of goods and services,
the Association recognises its
responsibility to ensure that there is no
discrimination in the allocation of work
and to promote equality issues.

We will ensure that our contractors,
consultants and suppliers have equality
and diversity policies in place and
demonstrate a commitment in both
provision of services and their employment
practices.

GOVERNANCE
The Association’s Board will aim to have a
composition with a range of backgrounds,
skills, experience and diversity that is
broadly reflective of the communities we
serve. The Board will maintain an up to
date awareness of equality issues and
ensure that all working practices and
business activities reflect the principles of
equality and diversity. 

activities in relation to equality to identify
whether our policies and procedures are
improving access for communities and
individuals who face discrimination and
disadvantage.

We will prioritise our efforts according to the
demographic context of the communities we
serve whilst also fulfilling our obligations under
the requirements of relevant statute and codes
of practice designed to protect minority groups
and promote equality of opportunity.

This policy is supported by an Equality and
Diversity Strategy and Action Plan to form a
single equality and diversity scheme. 

LEGISLATION
The Association will comply with the Equality
Act 2010 and follow guidance and good
practice recommended by our Regulator,
National Housing Federation and the Equality
and Human Rights Commission.

EQUALITY IMPACT ASSESSMENTS
Equality impact assessments will be carried out
to ensure that no individual or group is treated
less favourably. Where an adverse affect is
identified that cannot be justified objectively,
alternative action will be considered in order to
promote equality and lessen the adverse
impact.

STATEMENT OF INTENT
The Association recognises the importance
of its role as employer, service provider and
purchaser of goods and services in
eliminating all forms of discrimination and
harassment, and in promoting tolerance,
fairness and equality. It also recognises that
the aims of the Association’s Business
Strategy will only be achieved by taking into
account the diverse nature of our
communities.

The Association will aim to ensure that no
individual or group is treated less favourably
on the grounds of race, gender, gender
reassignment, disability, sexual orientation,
religion or belief, age, marriage and civil
partnership, and pregnancy and maternity.
We aim to recognise the needs of
individuals and treat each person in
employment or through service provision
with dignity and respect.

We expect employees of the Association to
promote the spirit of this policy and to
recognise that they have a duty not to
discriminate against anyone in carrying out
their duties.

The Association is committed to identifying
and removing unnecessary bureaucratic
barriers that may prevent equal access to
employment and in the delivery of services.
We will monitor Board membership,
employment, service delivery and other
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staff for more information, or if you need any other help or advice.
(They can arrange to speak to you in your own language if you need
them to.)  

L’information peut être rendue disponible dans d’autres langues, ou en
d’autres formats tels que braille ou bande magnétique audio, sur
demande. Veuillez demander à un membre de notre personnel pour
plus d’information, ou si vous avez besoin de tout autre aide ou conseil.
(ils peuvent organiser de vous parler en votre propre langue si vous
avez besoin qu’ils le fassent.) 

Bilgiler istenildi_inde di_er dillerde de temin edilebilir ayrıca görme
özürlülerin kullanabilece_i kabartma alfabesiyle veya Teyp kaseti
_eklinde de hazırlanabilir. Daha fazla bilgi için veya herhangi bir konuda
yardım ve tavsiye ye ihtiyacınız varsa lütfen görevli personelden
birisiyle konu_unuz. (E_er ihtiyacınız varsa personelimiz sizinle kendi
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